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Introduction

Bernie Dana, Chair of AHCA
Quality Improvement
Subcommittee

American Health Care
Association (AHCA)

— 11,000 facilities
— Both for-profit and non-profit
— Variety of care settings



About Our Customers

Nursing home care - no one
looks forward to it

Consumers not educated
Services continue to evolve and
diversifty

Primary customers —
residents/families



Marketplace and
Consumer Choice

Health planning: limit supply and
usage

Certificate of Need laws

Consumer choices Iimited

Providers assured high occupancy
rates

Little incentive to compete

Alternative services reduced
demand

Consumer choice returns



Financing Patchwork
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Consumer Choice - Ability
to Pay

Medicaid and Medicare as payment
source

Medicalid iIs for the poor
Medicare i1s federal health insurance

65% of Nursing Home residents are
Medicaid eligible

Less than 10% qualify for Medicare
Remainder pay from own resources



How Consumers Become
Informed

Print, media and web supplement
personal contact with referral
agents

Positive relations with residents,
families, and staff for word-of-mouth

advertising
Visits by potential customers

Medicaid allowable advertising cost
Is limited



Print and Media Ads

List services and facility
features

Quality claims usually limited

— Quality award announcements
— Resident/family testimonials
ldentify licensure level (Skilled

Nursing Facility, Nursing Facility,
Assisted Living)



Cconsumer Resources

AHCA produces free
pamphlets for
consumers —tools to
educate and clear up
common
misconceptions

Conversatit

Bt ,./ s TR ". e .-
Koy 7e  Fac] / NS E R
k2 = \ e o

—

3 .. Myths and Real F,_, ?
ik -

—

A Consumer™s Guide

Available at www.longtermcareliving.com



Quality Information

Results of federal inspections
— Surveyor inconsistencies

— Subjective process focused on
paperwork

— Consumers can access results
— Confusing and misinterpreted



Nursing Home Compare
Website
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Nursing Home Compare
Website

Federal inspection data - annual
Quality measures — quarterly

Quality measures are flawed

— Don’t reflect respect, responsiveness,
living environment and quality of life

Dubious value for choosing nursing
home

Must be supplemented with personal
Visits



Solutions

State-wide consumer guide
examples

— Michigan
— West Virginia
— Ohio

Consumers prefer satisfaction
results



Tellis-Nayak Research

11,715 families in 504 nursing homes

Family & staff satisfaction measure
facility’s quality and performance

Family satisfaction links to:
— Quality of care

— Stability and devotion of staff
— State survey results

— Overall operation of facility



1) Facility (2) Type (3 Services (4) Payments
Accepled
Lincoln Living Center 130 SNF Physical Therapy Private pay

123 Lig T 15 ALF Oecupational Therapy Medicaid

a 77 Private Crom Speech Therapy Medicare
Multi-facility IV Therapy
Alrheimer’s Unit
Sub-acute
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Yrs. Compliance Deficiencies
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Was this facility cited, according 1o the Federal government's
definnton, with substandard care or immaediate jeopardy two or more
times sathin the past three years!

wAW, micdicare. goy

“hcompare home. asp

(%) Facility Comments: Lincoln Living Center (LLC) renovated the resident dining and recreation areas in
1999 to meclude carpet and wall vinyl. Six (10%) of our employvees have been with us for 15 or more years and
18 (30%%) have worked at LLC for 5+ years. Our Administrator and Director of Nursing have both been at LLC
for over 4 years. We are privately owned and operated by Birchwood Care Services. Birchwood operates 8
nursing facilities in lowa,




AHCA Model Consumer
Gulide

Encourage state affiliates to
develop Consumer Guide

Reports three year trend for:
— Overall satisfaction of families

— Families’ willinghess to
recommend

— Staff’s willinghess to recommend
— Inspection data



A Covenant for Healthy, Affordable
and Ethical Long Term Care




Quality First Initiative

Launched July 2002

Partnership between
— American Health Care Association (AHCA)

— American Association of Homes and
Services for the Aging (AAHSA)

— Alliance for Quality Nursing Home Care

Committed to healthy, affordable, and
ethical long-term care

Rooted in seven principles and six
outcomes

National Commission



Nursing Home Challenges

Staff Shortage — immediate need for
52,000 nursing assistants

Exponential growth in 85+ age group

Population
65 & over

B Elderly
. Caregivers

1995 2000 2010 2020 2030 2040 2050
year US Government Census



Nursing Home Challenges
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Disparity By State Between Total Medicaid Revenue

Fun d N g crisis and Total Allowable Medicaid Costs (In Millions)

Unreimbursed Medicaid Allowable Costs $3.5 Billion For All 50 States

for Medicare
and Medicaid

— $3.5 billion
annual
Medicaid
shortfall

— Nursing homes
In financial
straits
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Providers Are
Seeking Solutions




Informed Choices

Committed to provide
consumers.

— Reliable, valid, and timely
Information

— Ability to make informed choices

Intent on hearing the voice of
our customers
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